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CONF TIAL

2 0 MAY 1987

MEMORANDUM FOR: Director of Information Technolagy

6&&

VIA: Chief, Operations Group, OIT

FROM:

Chief, Domestic Field Division, OG/OIT

SUBJECT: Quality of Service

1. In response to your comment regarding the inclusion of "quality of
service"” in future Domestic Field Division quarterly reports, we have
considered several options as to how this information can be obtained and
presented in a graphic format. A quarterly assessment of the quality of
service would be beneficial and allow us to take timely remedial action in
those areas where improvement is required. However, the implementation of a
program to obtain this data from our field facilities every three months would
be cumbersome and labor intensive.[_____l]

2. We presently rely upon feedback from our field facilities obtained
during semi-annual Operations Officers' visits to measure our performance and
quality of service. Each visit is reported in a Memorandum for the Record
which is routed to all sections within the division. The questionnaire on
which much of theTiiiiiff}report was based provided valuable insight into our
customers' perception of how well we are doing our job. We intend to continue
our efforts along these lines but do not believe this information would be
adaptable to graphic interpretation on a quarterly basis.

3. We intend to requesd to develop a non-biased system
that will accurately reflect the customer's viewpoint on the service we
provide and on the means of presenting this information in a format compatible

with our quarterly report.

Attachment:
Copy of D/OIT Notation
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